
2-1
Customer Satisfaction

Question    Employee Results Supervisor Results
Count Percent Count Percent

The personnel office keeps me 
informed about the status of personnel 
actions *

strongly agree NA NA 742 12%
agree NA NA 2505 41%

neither agree nor disagree NA NA 934 15%
disagree NA NA 1235 20%

strongly disagree NA NA 693 11%

totals NA NA 6109 100%

The staff who provide personnel services 
have a good understanding of my work unit's 
operation and mission *

strongly agree NA NA 731 12%
agree NA NA 2230 36%

neither agree nor disagree NA NA 1214 20%
disagree NA NA 1302 21%

strongly disagree NA NA 633 10%

totals NA NA 6110 100%

The personnel office refers a 
reasonable number of candidates for 
vacancies*

strongly agree NA NA 704 12%
agree NA NA 2901 50%

neither agree nor disagree NA NA 1158 20%
disagree NA NA 673 12%

strongly disagree NA NA 321 6%

totals NA NA 5757 99%

The personnel office refers candidates 
for vacancies in a reasonable amount 
of time *

strongly agree NA NA 517 9%
agree NA NA 2124 37%

neither agree nor disagree NA NA 1055 18%
disagree NA NA 1324 23%

strongly disagree NA NA 766 13%

totals NA NA 5786 100%
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2-1 (Cont.)
Customer Satisfaction

Question     Employee Results Supervisor Results
Count Percent Count Percent

The personnel office refers high quality 
candidates for vacancies *

strongly agree NA NA 372 6%
agree NA NA 2013 35%

neither agree nor disagree NA NA 1816 31%
disagree NA NA 1084 19%

strongly disagree NA NA 517 9%

totals NA NA 5802 100%

The personnel office treats people 
courteously

strongly agree 4916 18% 1545 25%
agree 14223 53% 3160 52%

neither agree nor disagree 5104 19% 854 14%
disagree 1872 7% 333 5%

strongly disagree 809 3% 198 3%

totals 26924 100% 6090 100%

The personnel office keeps people 
informed about important changes in 
personnel rules and benefits

strongly agree 3914 14% 1064 17%
agree 13382 48% 2903 47%

neither agree nor disagree 5035 18% 1019 17%
disagree 3909 14% 779 13%

strongly disagree 1626 6% 386 6%

totals 27866 100% 6151 100%

I have no problems finding or getting 
access to the appropriate personnel 
office staff member to get the 
information or service I need

strongly agree 3378 12% 1013 17%
agree 10249 38% 2353 38%

neither agree nor disagree 5754 21% 1029 17%
disagree 5414 20% 1130 18%

strongly disagree 2373 9% 607 10%

totals 27168 100% 6132 100%
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2-1 (Cont.)
Customer Satisfaction

Question    Employee Results Supervisor Results
Count Percent Count Percent

The staff of the personnel office acts 
with integrity

strongly agree 4225 16% 1436 24%
agree 11764 45% 2831 47%

neither agree nor disagree 7141 27% 1261 21%
disagree 1763 7% 267 4%

strongly disagree 1113 4% 205 3%

totals 26006 100% 6000 100%

If my supervisor can't help me with an 
employment matter, I can get 
information or help from the personnel 
office *

strongly agree 3728 14% NA NA
agree 12566 47% NA NA

neither agree nor disagree 5560 21% NA NA
disagree 3442 13% NA NA

strongly disagree 1613 6% NA NA
 

totals 26909 100% NA NA

Rate the overall quality and timeliness 
of service on:

.. processing personnel and pay 
actions (e.g., promotions, within-grade 
increases, tax withholding, benefits)

very good 4948 19% 1187 20%
good 11955 46% 2660 44%

fair 4962 19% 1071 18%
poor 2802 11% 716 12%

very poor 1570 6% 398 7%

totals 26237 100% 6032 100%

.. recruitment *
very good NA NA 607 11%

good NA NA 2016 35%
fair NA NA 1411 25%

poor NA NA 1183 21%
very poor NA NA 523 9%

 
totals NA NA 5740 100%
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2-1 (Cont.)
Customer Satisfaction

Question    Employee Results Supervisor Results
Count Percent Count Percent

.. job and promotion information *
very good 2804 11% NA NA

good 9210 36% NA NA
fair 6795 27% NA NA

poor 4263 17% NA NA
very poor 2509 10% NA NA

totals 25581 100% NA NA

.. job classification *
very good NA NA 543 10%

good NA NA 1868 34%
fair NA NA 1503 28%

poor NA NA 1014 19%
very poor NA NA 535 10%

 
totals NA NA 5463 100%

.. advising on reorganizations *
very good NA NA 472 10%

good NA NA 1399 30%
fair NA NA 1627 35%

poor NA NA 744 16%
very poor NA NA 438 9%

 
totals NA NA 4680 100%

.. handling reduction-in-force *
very good NA NA 443 13%

good NA NA 979 28%
fair NA NA 1570 45%

poor NA NA 331 9%
very poor NA NA 200 6%

 
totals NA NA 3523 100%
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2-1 (Cont.)
Customer Satisfaction

Question    Employee Results Supervisor Results
Count Percent Count Percent

.. planning and projecting human 
resource needs *

very good NA NA 390 9%
good NA NA 1166 25%

fair NA NA 1752 38%
poor NA NA 808 18%

very poor NA NA 458 10%
 

totals NA NA 4574 100%

.. counseling employees on issues 
such as benefits (e.g., health, 
retirement), leave, hours of work, and 
worker's compensation

very good 2879 12% 749 13%
good 8635 36% 2199 38%

fair 6715 28% 1292 22%
poor 3845 16% 970 17%

very poor 1993 8% 567 10%
 

totals 24067 100% 5777 100%

.. discipline, complaints, and 
performance management *

very good NA NA 723 13%
good NA NA 2142 39%

fair NA NA 1544 28%
poor NA NA 661 12%

very poor NA NA 364 7%
 

totals NA NA 5434 100%

.. discipline, complaints, and 
performance appraisal *

very good 2802 13% NA NA
good 9175 42% NA NA

fair 6787 31% NA NA
poor 2079 9% NA NA

very poor 1156 5% NA NA

totals 21999 100% NA NA
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2-1 (Cont.)
Customer Satisfaction

Question    Employee Results Supervisor Results
Count Percent Count Percent

.. training
very good 2735 11% 615 11%

good 8883 36% 2358 41%
fair 7196 30% 1567 27%

poor 3597 15% 798 14%
very poor 1951 8% 379 7%

 
totals 24362 100% 5717 100%

.. awards *
very good NA NA 643 11%

good NA NA 2547 44%
fair NA NA 1563 27%

poor NA NA 654 11%
very poor NA NA 341 6%

 
totals NA NA 5748 100%

.. labor relations *
very good NA NA 708 14%

good NA NA 2054 40%
fair NA NA 1593 31%

poor NA NA 472 9%
very poor NA NA 285 6%

 
totals NA NA 5112 100%

Overall, the quality of service given by 
the personnel office is:

very good 3397 13% 739 12%
good 11899 44% 2581 43%

fair 6773 25% 1479 25%
poor 3256 12% 890 15%

very poor 1509 6% 347 6%
 

totals 26834 100% 6036 100%

Overall, the timeliness of service given 
by the personnel office is:

very good 3137 12% 639 11%
good 10954 41% 2303 38%

fair 6986 26% 1385 23%
poor 3592 13% 1154 19%

very poor 1865 7% 558 9%
 

totals 26534 99% 6039 100%
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2-1 (Cont.)
Customer Satisfaction

Question    Employee Results Supervisor Results
Count Percent Count Percent

Composite - Customer Satisfaction
strongly agree/very good 42863 14% 16582 13%

agree/good 132895 43% 49292 40%
neither agree nor disagree/fair 74808 24% 29697 24%

disagree/poor 39834 13% 18522 15%
strongly disagree/very poor 20087 6% 9719 8%

   
totals 310487 100% 123812 100%

*  Item not included in both supervisor or employee survey.
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         2-1 (Cont.)
             Customer Satisfaction

MACOM Breakout
 
MACOM  Employee Results Supervisor Results

Count Percent Count Percent
AMC  54%  55%
FORSCOM  57%  55%
MEDCOM  55%  49%
TRADOC  61%  57%
USACE  58%  56%
USAREUR  50%  44%
OTHER  56%  52%

 
TOTAL ARMY  57%  53%
 

             Region Breakout

REGION  Employee Results Supervisor Results
Count Percent Count Percent

Europe  49%   45%
Korea  46%  41%
NC  56%  52%
NE  56%  54%
Pacific  47%  43%
SC  58%  57%
SW  60%  56%
West  56%  53%

    
TOTAL ARMY  57%  53%
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